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Call Centers

Your call center is the central location for your customers. It plays a key role in
driving loyalty for your brand. As complexity with product inquiries increases,
40% of consumers are likely to seek assistance from a representative over the
phone.' One positive or negative experience can be the difference between

keeping or losing a customer.

In a poll taken by Contact Babel, over half of respondents “agree” or “strongly
agree” that HR issues, including recruitment, attrition, and agent skill set, are

the leading factor in causing call centers to not reach their targets.?

Call centers experience some of the highest levels of attrition across
industries. According to the Quality Assurance and Training Connection
(QATC), they experience 30-45% turnover rates.® With this being the case,
it’s crucial that you have the right tools in place to hire these customer-facing

positions.
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